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DO WE REALLY NEED TO GO HYBRID? 


The answer is hiding in the 
details of the macro. tech 
economic factors. 


IT companies have been 
driving hybrid technology for 
over a decade, driven by an 
optimized —_ distribution —_ of 
workload on premises, 
virtualization and cloud. It is 
prudent for the companies to 
share the similar experience 
with their workforce they want 
to drive for their clientele. 


Pre-Pandemic, most 


companies had tech driven 
WFH option. Most of the 
software, applications were 


accessible from anywhere. The 
entire work environment was 
secured 


by multiple layers of security, 
topped by multi factor 
authentication. 


The Pandemic of 2019 increased 
the spread and accelerated the 
adoption of remote working. We 
witnessed fast paced workload 
migration and application 
hosting to cloud, higher level of 
data governance and security. 
Entire IT industry was driving 
high productivity even being 
remote. 


Shall we continue being remote 
or shall we move back to the 
original work set up of pre 
pandemic ear? The answer lies 
somewhere in between. 
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METRICS 


1. Turn Around 
time 


2. Quality 
3. NPS 
4. Employee Ex 


6. Social cohesive 
score 


4. Number of 
Escalations 


5. Mean time to 
resolution 


7. Collaborative 
Projects 


8. Automation, 
Lean, 
serendipitous 
idea generation 
and Innovation 


g. Account 
growth 


RUNNING THE OPERATIONS HYBRID 


What level of Hybrid is right for us? Is there a way we can quantify this? 


We need to identify and segment 
workloads that can be delivered all 
remotely and workloads that need 
workforce completely to be in office 
and the workloads that can be 
delivered remotely however it requires 
certain level of human connect on 
regular basis, and certain level of 
isolation for better productivity. 


Splitting ops hybrid efficiently will vary 
for company to company and BU 
(business unit) to BU. This should be 
done at the team level for most 
optimum result. For some teams, it is 
good to be in office for once in a week 
and some other two days in office. 


Cost of Hybrid Operations 


Let us assume a team with 11 employees 
required to work from office for only two days 
and remotely for rest of the week. We may 
divide this into two parts of five and six. Five 
working from office on first two days and six 
on last two days. We would require six seats to 
be allocated for the team. This is a bottom-up 
activity by managers. 


Integrating at the BU level, we should check 
how many seats are available after we allocate 
seats to employees who need to work 
completely from office. The remaining seats 
will be allotted for hybrid and rest will be given 
up for infrastructure cost savings. 


1. Value of cost removed (fixed and variable i.e. Infrastructure cost) 


2. Value of cost imposed (Security, applications and Collaborative tools) 
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VALUE DRIVEN CULTURE AND OUTCOME BASED METRICS 


We would need more empowering definitions, high degree of trust, transparency 
and less-controlling decentralized management styles. A focus on results and 


value, instead of volume based metrics to drive productivity that boosts outcomes 


Hybrid work requires high degree of trust, transparency and outcome-based metrics to 
measure performance. The metrics for project-based delivery and process-oriented 
work are different. This should be defined by the managers and their teams for their 
workloads. Remember, you get what you measure. A transition in ‘clock monitoring’ to 
‘value monitoring’ is inevitable. We must strive to get the maximum value no matter 
where they work from. 


GUIDING PRINCIPLES TO MANAGE HYBRID 


* Setting Value Driven Goals and achievement based 


Driving Value performance management 


- Incorporating modern management methodologies over 


Management traditional frameworks 


* Cultural change from monthly milestones to functionality 


Culture based milestones 


- Balancing and knitting Individual goals with teams goal for 


Team larger success 


- Adopting technologies to support hybrid work to facilitate in- 
person and remote forms of collaboration. 


Technology 


learn * Upskilling, Training, Development and growth mindset should 
8 bea priority 
* Continuous Communication, online face-to face interaction 


Communication for better social cohesion and trust-building 


* Inclusive Work Culture to ensure ‘remote’, ‘office’ and the 


Inclusion ‘hybrid’ team members feel equally valued. 
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UNISPACE'S SURVEY REPORT 


Workplace consultant Unispace's survey report covering 9,500 employers and 


6,650 employees across 17 global markets found that those who forced workers to 
come back to office buildings are paying a price. 


70% respondents replying to Unispace's survey said they'd forced returns to the office 
via a mandate rather than dropping hints or providing incentives. The result? 42% 
saying they'd subsequently lost more employees than expected and among these, 21% 
said the move had actually lost some of their "key" employees. The survey also found 
that almost a third (29%) where the return was mandatory were now "struggling" to 
recruit altogether. 


As for those still using a hybrid model, burnout is apparently a problem. 


Staffers early in their career were more likely to struggle with burnout in hybrid and 
WFH setups, with the survey claiming 65% of 18-34 year olds indicated this was an issue, 
compared to just 47% of over 45s. 


When the survey turned to bosses, the response was: 


While 65% of employers recognize that this is an issue in their workforce, the same 
amount feel that employees are failing to balance their time effectively, while 30% 
believe office workers spend too much time on personal activities during working hours. 


One of the main takeaways, according to the Unispace, was that employees were happy 
(31%), motivated (30%) and excited (27%) to be in the office when they did attend. 
"However, it is interesting to note that all three of these indicators drop for those with 
mandated office returns, highlighting that staff are more open to returning to the office 
when if it was out of choice, rather than forced." 
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